
UNITED NATIONS DEVELOPMENT PROGRAMME 

 

PROJECT DOCUMENT 

 

Project Title: Digital Transformation of Social Protection 

Project Number:  

Implementing Partner: UNDP Moldova 

Start Date: 01 July 2024   End Date: 31 December 2026   PAC Meeting date: 26 April 2024 

 

Brief Description 

Amid a dynamic socio-economic context of Moldova, the Ministry of Labour and Social Protection (MLSP) is 

embarking on a deeply transformative process. The “Digital Transformation of Social Protection” Project stands 

as testimony to this momentum forward. Moldovan social protection system faces substantial challenges 

caused by inefficiencies, limited digital integration, and an unmet demand for institutional framework and 

service delivery better addressing contemporary socio-economic uncertainties. The MLSP's endeavor is to 

reengineer this landscape, enhance its digital infrastructure and create a framework that is efficient, inclusive, 

resilient and adaptable to changing contexts and conditions. This initiative is not just a response to evolving 

needs but a visionary stride towards a future where social protection is seamlessly inclusive, empowering, and 

a realized right for every citizen, as defined by the 2030 Agenda. 

The Project aims to address the fragmented digital infrastructure of the social protection system, operates 

currently with multiple, disparate and non-interoperable information systems. This fragmentation causes 

binding inefficiencies in data management and service delivery and undermines the ability to provide timely 

and appropriate support to beneficiaries. The limited digitalization and capacity to develop and utilize digital 

tools have restricted the potential of digital technologies for improving social protection services. 

The Project's strategic approach is enrooted in Moldova’s national priorities, as defined by the RESTART Reform 

of Social Assistance and the UNDP Country Programme Document for the Republic of Moldova (2023-2027).  

The Project is designed to leverage technology as a key driver of change, streamline processes, enhance user 

experience, and strengthen institutional resilience. It involves comprehensive mapping and optimization of 

current business processes, ensuring they are streamlined and designed for the best possible user experience. 

The strategic goal of the proposed Project is to enhance the social welfare of Moldovan citizens, especially the 

most vulnerable, by establishing a more efficient, accessible, and responsive social protection framework, by 

leveraging digital transformation, improved service delivery and institutional capacities.  

The Project targets two interrelated Outcomes. 

As part of Outcome 1, institutional frameworks and reengineered services of the Ministry of Labour and Social 

Protection enhance the quality, accessibility, and effectiveness of social protection. 

As part of Outcome 2 the people of Moldova, especially from vulnerable groups, benefit from an increased 

social equity and resilience via proactive and accessible social protection services. 

Leveraging a comprehensive and forward-thinking strategy, the Project aims to elevate the digital 

transformation of social protection from the individual and piecemeal enhancements to an integrated and 

system-wide reform. It focuses on fortifying the efficiency, inclusivity, and resilience of social welfare 

mechanisms, aligning with Moldova's commitment to the SDGs and European Union standards. 
  

Total resources 

required: 
8,500,000 USD 

Total resources 

allocated: 

UNDP CPD: N/A 

Donor: N/A 

Other sources: 850,000 USD 

In-kind: N/A 

Unfunded: 7,650,000 USD 

Contributing to the 2023-2027 United Nations 

Sustainable Development Country Framework and 

2023-2027 UNDP Country Programme Document: 

Outcome 1: By 2027, institutions deliver human 

rights-based, evidence-informed and gender-

responsive services for all with the focus on those 

who are left behind. 

GEN marker: 2 





4 

 

 

TABLE OF CONTENTS 

List of abbreviations ......................................................................................................................... 5 

1. Context Analysis ..................................................................................................................... 6 

1.1. Background ............................................................................................................................................................ 6 

1.2. Development Challenge ................................................................................................................................... 7 

2. Strategy ................................................................................................................................. 10 

2.1. Strategic Continuity ......................................................................................................................................... 10 

2.2. Alignment with Strategic Priorities .......................................................................................................... 11 

2.3. Theory of Change .............................................................................................................................................. 13 

2.4. Implementation Approaches ....................................................................................................................... 13 

2.5. Project Outcomes .............................................................................................................................................. 14 

2.5. Policy Advocacy .................................................................................................................................................. 15 

3. Results and Partnerships ...................................................................................................... 16 

3.1. Expected Results ................................................................................................................................................ 16 

3.2. Project Outputs and Indicative Activities .............................................................................................. 17 

3.3. Resources Involved ........................................................................................................................................... 22 

3.4. Risks and Assumptions ................................................................................................................................... 23 

3.5. Stakeholders Engagement ............................................................................................................................ 24 

3.6. South-South and Triangular Cooperation ............................................................................................ 25 

3.7. Knowledge, Sustainability and Scaling up ............................................................................................ 25 

4. Project Management ............................................................................................................ 27 

4.1. Cost Efficiency and Effectiveness .............................................................................................................. 27 

4.2. Project Management ....................................................................................................................................... 27 

5. Results Framework ............................................................................................................... 28 

6. Monitoring and Evaluation .................................................................................................. 28 

6.1. Applicable Principles ................................................................................................................................... 28 

6.2. Monitoring Plan ............................................................................................................................................ 28 

7. Governance and Management Arrangements ................................................................... 30 

8. Multi-Year Work Plan ........................................................................................................... 32 

9. Legal Context ........................................................................................................................ 32 

10. Risk Management ................................................................................................................. 33 

11. Annexes ................................................................................................................................. 35 

 

  



5 

 

List of abbreviations 

ATAS – Territorial Social Assistance Agency 

ATIC – Moldovan Association of ICT Companies 

CNAS – National House of Social Insurance 

CPAs – Central Public Authorities 

CPD – Country Programme Document 

CSO – Civil Society Organization 

CTIF – Center for Information Technologies and Finance 

DCSI – Digital Center for Social Innovation 

GoM – Government of the Republic of Moldova  

HRBA – Human Right Based Approach  

MEDD – Ministry of Economic Development and Digitalization 

MLSP – Ministry of Labour and Social Protection  

NEA – National Employment Agency 

DIM – Direct Implementation Modality 

PSC – Project Steering Committee 

RBMC – Results-based Management Cycle 

RESTART – Reform of the Social Assistance System 

SC – State Chancellery 

SDG – Sustainable Development Goal 

SSC/TrC – South-South Cooperation/ Triangular Cooperation 

TEA – Territorial Employment Agency 

UNCT – United Nations Country Team 

UNDAF – United Nations Development Assistance Framework 

UNDP – United Nations Development Programme 

UNDS – United Nations Development System 

UNSDCF – United Nations Sustainable Development Cooperation Framework 

  



6 

 

1. Context Analysis 

1.1. Background 

The Republic of Moldova’s system of social protection relies on two inter-dependent pillars: social 

insurance and social assistance, which also encompasses social services. In financial terms, the social 

protection system represents the most expensive policy sector in Moldova.  

Following a series of exogenous shocks (such as inflation in energy prices, the COVID-19 pandemic, 

and the war in Ukraine) and policy responses (including indexations and the introduction of the Energy 

Vulnerability Reduction Fund - EVRF), the volume of public resources allocated under various 

programs of the social protection system has grown dramatically, from MDL 29 billion in the year 2021 

to an approved envelope of MDL 46 billion for the year 2023. Consequently, the share of social 

protection in the total National Public Budget expenditures increased from 36% to 38%. As a share of 

GDP, the costs of the system went from 11.7% in 2021 to an astonishing 14.7% in 2023. These figures 

underline just how important it is to address the systemic challenges of social protection – even 

relatively small efficiency gains can prove to be economically and socially significant. 

Introduction of the EVRF in 2022 has been a defining policy development. Considering the public 

budget constraints, about 70% of the total resources under the EVRF have been provided by external 

development partners. Thanks to this initiative and the support provided, the EVRF played a key role 

in preventing energy poverty from escalating to unmanageable highs.  

In 2023, almost 539 thousand households were categorized as having a “very high” level of 

vulnerability for electricity consumption, and about 335 thousand households for gas consumption, 

and received proportionate compensations on their bills. According to February 2023 figures, the per 

household compensation averaged MDL 950 for the natural gas bill and MDL 885 for electricity.  

The social opinion appears generally supportive and favorable towards the measures implemented as 

part of the EVRF: about 68% of the surveyed beneficiaries were positive about the compensations they 

received, while 64% believe that their degrees of vulnerability were fairly assessed1. 

In the dynamic socio-economic landscape of the Republic of Moldova, the Ministry of Labour and 

Social Protection (MLSP or the Ministry) is the principal policy authority regulating social protection. 

The MLSP stands at the forefront of significant transformation, inter alia, by launching the social 

assistance reform RESTART programme.  

This transformation is not merely a response to evolving needs but also a proactive stride towards a 

future where social protection is seamless, inclusive, and empowering for every citizen. At the heart 

of this transformation is the recognition of social protection as a fundamental human right, as 

emphasized by international conventions and Social Development Goal 1.3 of the 2030 Agenda. 

The somewhat ad-hoc responses to the series of unexpected socio-economic crises in recent years 

underline the urgent need to revamp the national social assistance system. The Ministry's focus is on 

creating a more agile and citizen-centered framework, ensuring enhanced access, reducing exclusion 

errors, and fostering social cohesion. Despite all safeguard measures and internal controls, exclusion 

errors remain a worrying concern—about 25% of the beneficiaries of the EVRF believe that the level 

of their energy vulnerability has not been rated correctly. The necessity for a shock-responsive system, 

designed to adapt swiftly and effectively to unforeseen events like wars, climate-change-related 

incidents, or health pandemics, is more pronounced than ever. 

The MLSP’s ambitious reform programme encompasses a broader range than social assistance per se. 

In addition to targeting the improvement of social assistance (including cash benefits and services), it 

also aims at the modernization of the National Employment Agency (NEA), reshaping the Labour 

Inspectorate, and reforming the provision of social services. Some of these priorities, such as the 

Labour Inspectorate reform, are already in their initial stages of fulfillment. 

 
1 Magenta Consulting report / 2023 / available at: https://consulting.md/rom/statistici-si-publicatii/ajutorul-la-contor-a-fost-de-ajutor 

https://consulting.md/rom/statistici-si-publicatii/ajutorul-la-contor-a-fost-de-ajutor
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Central to the reforms initiated by the MLSP is digitalization, identified in the RESTART program as 

one of the crucial enablers for their successful implementation. Despite Moldova's impressive strides 

in developing an e-governance system and the growing level of society’s access to broadband 

internet, the current level of digitalization and internal capacity at the MLSP to utilize and develop 

digital tools remain limited. This gap has led to a situation where the potential of the national e-

governance system for reforming and improving social protection systems is only marginally tapped. 

One of the most telling indicators is the mere fact that the MLSP and its subordinate institutions 

currently operate 14 different automated information systems, each developed for distinct aspects of 

its work. This reflects an outdated model of silo-based technical solutions, responding to immediate 

institutional needs and resource constraints rather than adhering to wider decision-making coherence 

and unity. These systems, fragmented and built on varying software technologies, are not 

interoperable, leading to inefficiencies and challenges in data management and service delivery. 

This situation has a substantial material impact as well. On the one hand, citizens often encounter the 

burden of costly travel to various state agencies and the need to submit identical documents multiple 

times for different benefits or support types. On the other hand, case managers face limitations in 

accessing comprehensive information on beneficiaries, thereby impeding their ability to provide 

timely and appropriate support. It is little surprise that, while the poverty rate is close to 25%, only 

2.8% of the people benefit from the “Ajutor Social” (Social Aid) and only 12% benefit from the APRA 

(“Support for the Cold Season”) programs. 

This fragmentation not only reduces the Ministry's capacity to identify, eliminate, and prevent fraud 

but also hinders evidence-based policymaking. The lack of integrated digital databases further 

obstructs the beneficiaries’ documentation and addressing geographical inequalities in access to 

social services and social assistance.  

According to MLSP data, in districts like Dubasari, Ialoveni, and Cahul, only 1.5% of the population 

benefited from the “Ajutor Social” and APRA programs in the year 2022, while in other districts, such 

as Ocnita, Donduseni, or Soldanesti, the share goes up to 10% of the population, with no convincing 

reasons for such large disparities. 

Geographic inequalities in social protection coverage extend beyond monetary benefits. Essential 

services such as daily care for children, family placement for adults, protected house services, support 

services for families with children, and mobile support teams – to name just a few – are absent in the 

absolute majority of districts in Moldova. Only two-thirds of the requests for personal assistance were 

fulfilled in 2022.  

The number of children at risk has increased from 3,743 in 2017 to 8,252 in 2021 and, considering the 

prevailing social, economic, and security conditions, has likely remained high in 2023. 

The MLSP's goal is to digitalize and integrate its various systems in order to streamline processes, 

improve the management and delivery of social protection schemes, and ultimately make the system 

more agile, effective, and citizen centric.  

This digital transformation is expected to enable the Ministry to collect and cross-reference data more 

efficiently, enhancing the effectiveness of targeting and the proactive identification of beneficiaries. It 

will facilitate the connection of currently fragmented programs, such as cash benefits, social services, 

employment programs, and energy subsidies, ensuring that the issue of multi-dimensional poverty is 

comprehensively addressed. 

1.2. Development Challenge 

MLSP is charting a course through a complex yet transformative landscape, addressing the 

multifaceted challenges of an outdated and isolated approach to technology within the social 

protection sector. This task involves not just tackling the inefficiencies of an outdated infrastructure 

but embracing a comprehensive digital transformation to meet contemporary socio-economic 

demands with resilience and foresight. 
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Energy vulnerability or energy poverty is an emerging form of poverty in Moldova, given the 

consequences of the energy crisis and the potential impact of energy inflation on the incomes of 

Moldovan households. The early income simulation by UNDP Moldova suggests that in the baseline 

scenario the increase in the number of people living in poverty could have potentially been about 250 

000 people, likely reaching 520 000 people or 21% of the population in some of the more extreme 

scenarios2. 

The invasion of Ukraine in February 2022 has caused global economic turmoil, with significant price 

spikes in commodities like oil, gas, grains, and fertilizers, leading to inflationary pressures. Moldova, 

heavily reliant on such imports from Ukraine and Russia, has been particularly affected, with severe 

and persistent disruptions in trade and energy supply. This has resulted in record-breaking inflation 

and energy poverty, disproportionately impacting the poorest households. To address these 

challenges, the MLSP introduced in July 2022, with UNDP support, a Law on the Energy Vulnerability 

Reduction Fund3.  

This law established the Energy Vulnerability Reduction Fund (EVRF) aimed at providing on-bill relief 

to around 895,000 eligible households during the 2022-2023 heating season4, thus reducing the 

exposure to energy price shocks for over 75% of Moldovan households. The EVRF programme 

operates alongside the longstanding APRA program.  

In October 2022, the MLSP launched the Energy Vulnerability Information System (EVIS) to allow 

Moldovan households to apply for compensation for energy price increases through a unified 

platform5, developed with UNDP support. As part of the online registration process, data is 

automatically cross-referenced with official government datasets to ensure the concordance of data 

and avoid mistakes and duplicated entries. Compensations are directly reflected on the invoices sent 

to households by energy suppliers, with the number of monthly compensations paid by the Fund 

being explicitly stated. 

With the EVRF as a very positive experience, the MLSP's decision to transition from the policy 

management information system, currently characterized by a collection of disconnected and 

standalone solutions, to an integrated and innovative digital landscape marks a more systemic and 

pivotal shift in its operational paradigm. 

This shift is not merely a response to the historical hindrances of interoperability and efficiency but a 

proactive stride towards innovation and integration. The unified digital approach the Ministry is 

embarking upon is set to dismantle barriers to effective policymaking and significantly enhance its 

capacity to provide timely and appropriate support to every citizen, especially the most vulnerable. 

The transformation extends beyond addressing the immediate limitations in digitalization. It signifies 

a period of digital renewal and strategic self-sufficiency, reducing reliance on external vendors and 

optimizing financial resources. It also serves as proof of the Ministry's commitment to harnessing 

digital technologies to refine and enhance social protection services, making them more efficient, 

transparent, and accessible. 

The overhaul of the MLSP’s data management systems, a move from fragmented to cohesive digital 

frameworks, is pivotal in monitoring social programs, improving service delivery, and ensuring 

equitable access across Moldova. Yet, the challenges of regional instability and the potential for 

unforeseen events like health pandemics or climate-related emergencies underscore the urgent need 

for a robust, agile, and responsive social protection system. 

 
2 UNDP / Moldova: Potential impacts of increased food and energy prices on poverty and vulnerability, available at: 

https://www.undp.org/moldova/publications/moldova-potential-impacts-increased-food-and-energy-prices-poverty-and-vulnerability  
3 Law No. 241/2022 on the Energy Vulnerability Reduction Fund / available at: 

https://www.legis.md/cautare/getResults?doc_id=133668&lang=ro  
4 MLSP / Summary of the EVRF financial allocations for 2022/2023, available at: https://social.gov.md/wp-

content/uploads/2023/05/Sumar-resursele-financiare-ale-Fondului-de-reducere-a-vulnerabilitatii-energetice.pdf  
5 MLSP / online platform for energy compensations, available at: https://compensatii.gov.md/en  

https://www.undp.org/moldova/publications/moldova-potential-impacts-increased-food-and-energy-prices-poverty-and-vulnerability
https://www.legis.md/cautare/getResults?doc_id=133668&lang=ro
https://social.gov.md/wp-content/uploads/2023/05/Sumar-resursele-financiare-ale-Fondului-de-reducere-a-vulnerabilitatii-energetice.pdf
https://social.gov.md/wp-content/uploads/2023/05/Sumar-resursele-financiare-ale-Fondului-de-reducere-a-vulnerabilitatii-energetice.pdf
https://compensatii.gov.md/en
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The MLSP's mission to digitally transform is not merely a reaction to these challenges but a strategic 

endeavor towards a more resilient, inclusive, and equitable future for all Moldovan citizens. This 

transformation is a bright beacon of change, aimed at ensuring that the social protection system is 

not only effective today but also adaptable and sustainable for the future.  

As the MLSP navigates this transformative journey, the promise of digital integration is clear. By 

embracing this change, the Ministry is poised to make significant strides in providing services that are 

not just fair and efficient but also meet the needs of the population swiftly and comprehensively. 

This positive shift is a key step towards strengthening Moldova's social fabric, ensuring a better future 

for its citizens, and progressing towards the nation's ambitious goals of reducing poverty, fostering 

inclusion, and adhering to the global 2030 Agenda for Sustainable Development. 

This transformative opportunity presented by this project is an acknowledgment of Moldova's 

commitment to ensuring a stronger, more inclusive future, underlining the critical role of an effective 

and inclusive social protection system in the nation's socio-economic landscape. 
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2. Strategy 

2.1. Strategic Continuity 

The Project’s intervention strategy and its Theory of Change are fully in line with the principles of the 

results-based management cycle (RBMC). The RBMC builds on the national and institutional context, 

relies on thorough situational analysis, and prioritizes strategic development interventions. 

In its implementation approach, the Project is aligned with the national priorities of Moldova, 

particularly the “European Moldova 2030” National Development Strategy, RESTART Reform of Social 

Assistance6 (RESTART), the UNDP Country Programme Document for the Republic of Moldova (2023-

2027)7, and the UNDP Strategic Plan (2022-2025)8. The Project is designed to integrate these four 

dimensions, ensuring that the implementation is both locally relevant and globally consistent with 

UNDP's broader objectives. 

The proposed Project stems, inter alia, from the previous project “Contribution to the Republic of 

Moldova's Energy Vulnerability Reduction Fund” implemented as part of a joint and sustained effort 

of the Moldovan Government, the UNDP Moldova and the donors’ community, including the Swiss 

Government and Swedish Government. The strategic goal of project was to support the 

implementation of the EVRF, while developing and implementing specific interventions to 

compensate most vulnerable households and alleviate the pressure on the public budget. With a 

sudden and dramatic surge in energy prices starting in October 2021, Moldova entered 2022 with 

significant challenges related to tight global energy markets and its dependence on external suppliers. 

The war in Ukraine has only deepened and worsened the crisis, as the country faced significant risks 

of reduction or suspension of gas supply and additional price increases. Compared to the 2021 price 

level, in 2022 Moldovan households were facing a six-fold gas price and a two-fold increase in price 

for electricity making the overall energy prices twice as high as that of Romania. 

To tackle the impact of the energy crisis and with technical support from UNDP, the Government of 

Moldova launched on 12 October 2022 the national platform compensatii.gov.md for Moldovan 

households to apply for compensation for energy price.  

With hindsight, the EVRF project by far exceeded the initial considerations and ex-ante assessed 

impact. While initially only 200 thousand highly vulnerable households were expected to benefit from 

the project, the project eventually managed to provide support to almost 600 thousand households 

ascribed to the category of very high energy vulnerability. As per UNDP impact assessment of the 

EVRF, the compensations provided as part of the project reduced the level of energy poverty by more 

than 40% and exerted the greatest positive impact on the most vulnerable households. In addition, 

the Department of Energy Vulnerability and Reduction of Energy Poverty Policy within the MLSP has 

been formed and fully trained and capacitated to implement and further improve the EVRF. 

Adopting a digital transformation philosophy, the proposed Project will enhance sustainability of the 

results from the EVRF project. The EVRF project tells an important lesson - digitalization may 

dramatically simplify and rationalize the application processes, reduce the need for physical presence 

and paper-based documents, expedite the determination of eligibility for benefits and support, and 

enable more straightforward benefit delivery through modalities like mobile payments and apps. 

Taking the EVRF project results further up to systemic level, the proposed Project will empower the 

Ministry to make evidence-based policy decisions and react more agilely to changing circumstances, 

enhancing the system's shock-responsiveness. 

 
6 Overview of the Reform of Social Assistance “RESTART”, UN Department of Economic and Social Affairs 

available at: https://sdgs.un.org/partnerships/reform-social-assistance-restart  
7 UNDP Moldova, Country Programme Document for 2023 – 2027 

available at: https://moldova.un.org/en/213654-undp-country-programme-document-2023-2027  
8 UNDP Strategic Plan for 2022 – 2025, available at: https://www.undp.org/publications/undp-strategic-plan-2022-2025  

https://sdgs.un.org/partnerships/reform-social-assistance-restart
https://moldova.un.org/en/213654-undp-country-programme-document-2023-2027
https://www.undp.org/publications/undp-strategic-plan-2022-2025
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This Project intends to support the Ministry in creating a new integrated digital architecture, designed 

to link up all existing systems and optimize and digitize business processes within each scheme. 

Additionally, the establishment of a Digital Center for Social Innovation (DCSI) within the Ministry of 

Labor and Social Protection, will ensure self-sufficiency in software development and adaptation of 

automated systems to future demands. The envisioned impact is a national social protection system 

that is more agile, effective, and centered on the citizen, aligned with EU approaches and standards, 

and capable of contributing to the country's strategic aims of reducing poverty, promoting social 

inclusion, and leaving no one behind. 

2.2. Alignment with Strategic Priorities 

Alignment with the “European Moldova 2030” National Development Strategy 

NDS “European Moldova 2030” has been conceived to strengthen Moldova’s resilience against future 

crises and to create the basis for a more sustainable and inclusive development. As a long-term 

strategic vision, the NDS indicates the country's development directions and priorities to deliver on 

its global commitment to achieving SDGs. NDS proposes a human-centered vision, where the human 

person is a beneficiary rather than a resource or tool for development. The strategy is expected to 

contribute to the definition and delivery of a series of priority interventions - regulatory, institutional, 

budgetary, investment, educational, which will have a direct positive impact on well-being and will 

harness people's potential in entrepreneurial, cultural and productive areas. 

The Strategic Goal 6 of the NDS refers to “Building a solid and inclusive social protection system”.  

The Goal outlines a number of essential priorities that the Project aligns to, of which the most essential 

are:  

• Strengthening sustainability of the social insurance system, and provision of relevant and high-

quality social assistance services; 

• Implementing an adequate social protection system at the national level to ensure the universal 

coverage of the most vulnerable people by 2030; 

• Ensure a policy framework conducive to poverty-reducing investments; 

• Create a children protection system able to address promptly and efficiently the needs of every 

child; 

• Enhance the climate-change resilience of the most vulnerable people, including against drought 

and floods.  

Alignment with the RESTART reform 

In March 2023, the MLSP initiated RESTART as a comprehensive strategy designed to make social 

assistance more inclusive and responsive to the needs of the population. This reform aims to address 

geographical inequalities in access to social assistance, ensure sustainable financing for social care 

services, and enhance the shock responsiveness of the social protection system. 

Project’s objectives derive from the RESTART’s focus on digitalization, providing a strategic platform 

to streamline processes, improve service quality, and foster real-time, evidence-based decision-

making. 

The Ministry’s goal to digitize the social assistance system resonates perfectly with this Project's core 

objectives. This synergy is essential for creating an integrated, efficient, and user-centric social 

protection framework. 

The Project supports the MLSP's initiative to reengineer, in a user-centered format, its Territorial Social 

Assistance Agencies (ATAS) and streamline administrative and financial management workflows at the 

district level. These efforts are crucial for standardized assessment, budget allocation, and ensuring 

quality assurance in social assistance provision. 

Furthermore, the Project's engagement in enhancing digital capabilities within the “Ajutor Social” 

scheme, the primary national social assistance (cash benefit) program, is in direct response to 



12 

 

RESTART's strategic directives. By focusing on streamlining and accelerating the means-testing 

process, improving grievance redress mechanisms, and advancing individual case management 

digitalization, the Project directly contributes to the overarching goals of the RESTART reform. 

Alignment with UNDP Moldova’s Country Programme Document (2023-2027) 

The Project is strategically aligned with specific Outcomes and outputs of the Country Programme 

Document (2023-2027), specifically: 

Just and Inclusive Institutions (Outcome 1): By 2027, institutions deliver human rights-based, 

evidence-informed and gender-responsive services for all with the focus on those who are left 

behind. 

This alignment highlights the Project's contribution to the sustainable development of Moldova, 

resonating with the nation's vision for an inclusive and digitally empowered society. 

Alignment with UNDP's Strategic Plan (2022-2025) 

On a global level, the United Nations Development Programme (UNDP) is committed to promoting 

effective governance and sustainable development worldwide. The Project aligns seamlessly with 

UNDP's strategic objectives by prioritizing digital transformation to enhance social protection and 

foster democratic governance and inclusion in Moldova. By leveraging digital technology to 

streamline social assistance processes and improve service delivery, the Project directly contributes to 

UNDP’s global agenda of reducing inequalities and ensuring that no one is left behind. 

Strategic Plan Outcome 2: No one left behind centering on equitable access to opportunities and 

a rights-based approach to human agency and human development. 

The Project, with its keen emphasis on (digital) capacity building, especially through the inception and 

operationalization of the Digital Center for Social Innovation (DCSI), resonates with the UNDP's core 

principle of bolstering institutional strengths and nurturing sustainable development practices.  

Drawing inspiration from the model of the Center for Information Technologies and Finance (CTIF), 

the DCSI's framework is crafted not only to ensure the sustainability of the Project's Outcomes but 

also their scalability. This strategic design is in harmony with UNDP's overarching goal of generating 

enduring impacts through solutions that are both scalable and adaptable across its program countries. 

Furthermore, the Project's commitment to fostering inclusivity, efficiency, and responsiveness within 

the realm of social protection systems reflects UNDP's strategic blueprint, aimed at empowering the 

most vulnerable sectors of society and augmenting governmental capabilities to provide essential 

services with efficacy. The digital transformation blueprint developed under this Project, which 

seamlessly integrates advanced digital governance capabilities with existing systems within line 

ministries, stands as a testament to UNDP's dedication to pioneering innovative solutions. 

These solutions are not just transformative - they are designed to be replicated and scaled across 

diverse contexts, offering valuable insights and models for Moldova as well as other nations grappling 

with analogous challenges. In synchronizing the Project with the objectives outlined above, several 

key alignments are evident: 

Eradicating poverty and reducing inequalities 

The Project's focus on promoting effective governance and fostering inclusive growth in Moldova 

resonates with the plan's commitment to combat poverty and bridge inequality gaps. 

Advancing the digital transformation of governance 

The integration of digital technology in streamlining social protection mirrors the plan's emphasis 

on leveraging digitalization as a catalyst for development. 

Empowering through capacity building and sustainable institutional development 

The establishment of the Digital Center for Social Innovation embodies the plan's objective to 

fortify institutional capacities and embed sustainable practices at the core of development 

initiatives. 
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Ensuring the inclusiveness, efficiency, and responsiveness of social protection systems 

The Project's dedication to enhancing service delivery for vulnerable communities aligns with the 

plan's vision of fostering inclusivity and empowerment. 

Pioneering innovative and scalable solutions to development challenges 

The Project's nuanced approach in merging advanced digital governance capabilities with traditional 

institutional systems seamlessly aligns with the plan's advocacy for solutions that are both scalable 

and adaptable, setting a precedent for future initiatives. 

2.3. Theory of Change 

Based on the integrated approach to the digital transformation and on the key role that the MLSP 

plays in this process, the overall Theory of Change of the Project is that: 

if 

▪ institutional frameworks of the MLSP are enhanced and optimized;  

▪ social protection services and mechanisms are reengineered and digitalized; and 

▪ public employees of the MLSP and its agencies have the required digital skills, knowledge, attitude, 

training and experience; 

then 

▪ people of Moldova, especially from vulnerable groups, will benefit from an increased social equity; 

▪ as well as an improved level of quality, accessibility, and effectiveness of social protection; 

 

because  

▪ the MLSP’s capacities for service provision will be upgraded through robust stakeholder 

collaboration and sustainable institutional capacity development; and 

▪ social protection services will be pro-activated in a manner that ensures their improved level of 

quality, accessibility, and effectiveness. 

 

This Theory of Change is grounded in the belief that strategic digital transformation within the MLSP 

will catalyze significant improvements in social protection service delivery. 

This approach is designed to leverage technology as a key driver of change, aiming to streamline 

processes, enhance user experience, and strengthen institutional resilience. 

The success of this transformation depends on a coherent integration of new digital solutions into 

existing structures, informed by a deep understanding of the current challenges and future 

opportunities in Moldova's social protection landscape. 

2.4. Implementation Approaches 

The Project relies on the strategic and management approaches which have either been already 

successfully tested in previous development initiatives or represent key directions of systemic change 

in the context of the 2030 Agenda and beyond the 2030 horizon.  

The Project implementation strategy and operational arrangements will continue building on the 

following principles: 

▪ Working with national counterparts to shape the country’s sustainable development and facilitate 

its structural transformation, including inclusive and digital transitions. 

▪ Testing and implementing innovative approaches and tools for enhancing social protection 

and assistance service delivery. This approach involves the active participation of the Ministry in 

the planning and development process, empowering the institution and its staff to contribute 

their expertise, skills, and resources. 
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▪ Building and enhancing systemic resilience by strengthening institutions’ capacity to prevent, 

mitigate and respond to socio-economic shocks and crises, including to climate change, 

epidemics, and other unforeseeable risks. 

▪ Applying the Human Rights Based approach as key normative and conceptual basis, the Project 

will meaningfully involve its stakeholders and will indirectly address challenges of Moldovan 

citizens facing multiple and intersecting forms of discrimination, enhancing participation, and 

building social cohesion. 

▪ The “Leave No One Behind” principle will be applied to ensure that he choices and opportunities 

provided by the Project are available to a larger target group, including local community, 

migrants, refugees, women, youth, people with special needs and other vulnerable groups, in 

order to participate in and benefit from development progress. 

▪ Advancing green transformation by emphasizing the provision of environmentally sustainable 

services. 

▪ Mainstreaming gender in the development processes by ensuring a meaningful participation of 

women and men in all Project’s activities and by securing an equitable gender distribution of 

Project’s results, outreach and capacity development support. 

2.5. Project Outcomes 

The strategic goal of the proposed Project is to enhance the social welfare of Moldovan citizens, 

especially the most vulnerable, by establishing a more efficient, accessible, and responsive social 

protection framework, by leveraging digital transformation, improved service delivery and institutional 

capacities.  

The Project pursues two interdependent and mutually reinforcing strategic Outcomes, which will 

create a cohesive and transformative approach, ultimately leading to a more technologically advanced 

and efficient Ministry, with proprietary digital transformation capacities and a portfolio of proactive 

and inclusive social protection services. 

 

 

Outcome 1: Improved institutional frameworks and reengineered services of the Ministry of Labour 

and Social Protection enhance the quality, accessibility, and effectiveness of social protection. 

Engaging a set of activities that will work together to enhance the quality, accessibility, and 

effectiveness of social protection services, the Project will use a comprehensive approach to support 

the digital transformation of the MLSP’s capacities, frameworks and informational systems. The 

interventions will target improvements in terms of service mapping and redesign across the current 

14 information systems, as to ensure responsiveness and coherence, followed by their digitalization 

and integration into a unified informational framework (single AIS architecture). Complementing the 

processes above, the Project will support the enhancement and institutionalization of the Ministry’s 

capacities to lead ongoing efforts of digitalization of social protection services via a dedicated Digital 

Center for Social Innovation, which will ensure the intervention’s sustainability and advancements. 

Outcome 2: People of Moldova, especially from vulnerable groups benefit from an increased social 

equity and resilience via proactive and accessible social protection services. 

The Project encompasses several “front-end” activities and solutions meant to ensure services 

accessibility, from both technological and physical perspectives. Technologically, the Project aims to 

ensure service accessibility across diverse platforms (e.g. mobile) and adherence to international UI/UX 

design best practices. For citizens, this essentially will involve establishment of an online single-

window service, based on the UNDP experience of creating a similar solution for the EVRF, which will 

serve as a one-stop solution for applying for benefits and accessing information on various services. 
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From the physical accessibility perspective, the Project aims to revitalize local social service provision 

in Moldova by supporting the establishment and consolidation of the Territorial Agencies for Social 

Assistance. Capitalizing on UNDP Moldova’s expertise in human-centered design and service delivery, 

the project will focus on creating accessible and user-friendly premises, equipped with the required 

modern technology and business processes. 

Additionally, this Outcome prioritizes activities and resources meant to support the professional 

development of the personnel, ensuring a skilled, empathetic workforce capable of delivering high-

quality, user-centric services. Following such an integrated approach the Project will achieve a 

palpable enhancement in the effectiveness and accessibility of local social services, aligning with 

broader goals of community well-being and support. 

2.5. Policy Advocacy 

While the Project does not directly target a policy advocacy component, it is nonetheless expected to 

produce highly relevant evidence and data that will feed into the policy monitoring process.  

The advanced analytic functionalities incorporated into the integrated information system will drive 

insights to improve service delivery, decision-making, and overall policy coherence and relevance.  

This policy monitoring function will be enhanced by the integration of predictive analytics, user 

behavior analysis, and the availability of real-time data reporting tools designed for optimal use by 

Ministry personnel and dedicated staff.  

The evidence gathered through policy monitoring is expected to further support future rounds of the 

policy cycle, including policy impact evaluation and policy design. 
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3. Results and Partnerships 

3.1. Expected Results 

The Project aims to revolutionize social protection services through digital transformation, drawing 

upon UNDP's extensive experience and proven track record in facilitating digital change, as well as 

the Ministry of Labour and Social Protection’s strategic and ambitious reform vision. 

It focuses on the meaningful integration and operationalization of innovative digital solutions, 

extending it from individual services to a comprehensive, system-wide approach, thus leveraging 

UNDP's expertise in implementing scalable and sustainable digital solutions. 

Building on the robust digital infrastructure and lessons learned from UNDP's previous digital 

initiatives on social protection, the Project will enhance staff competencies and policy formulation, 

ensuring inclusivity and accessibility in digital services. Moreover, UNDP's experience in fostering 

digital literacy and bridging the digital divide will be pivotal in prioritizing access for women, youth, 

and marginalized groups, preparing the workforce for the evolving digital landscape. 

The initiative also integrates UNDP's strategic approach to strengthening social safety nets through 

digital technologies, ensuring timely and transparent service delivery. By supporting the integration 

and empowerment of vulnerable groups with accessible and pro-active services, the Project reflects 

UNDP's commitment to leaving no one behind. This integrated approach, enriched by UNDP's global 

insights into digital transformation, aims to create a responsive, sustainable, and resilient social 

protection ecosystem. 

The Project’s direct beneficiaries will include the MLSP and its subordinated institutions (including the 

National Employment Agency, the National Agency for Social Assistance Agency, the Labour 

Inspectorate, the Social Inspection, and the newly created Territorial Agencies for Social Assistance), 

innovation-oriented businesses and academia, as well primarily Moldovan citizens benefiting from 

social protection services. 

The Project stems from UNDP Moldova’s Country Programme Document (CPD) for 2023-2027 and 

will contribute to the acceleration of progress under multiple SDGs and associated nationalized 

targets, primarily 1.3, 10.2 and 16.6 (with multiplier effect and co-benefits on targets 3.8, 5b, 9c, 16.7 

and 17.18).  

The Project is part of a programmatic approach on digital transformation of governance in Moldova 

and contributes to the realization of the UNSDCF (for the period 2023-2027).  

It will complement and synergize with several ongoing initiatives (including led by UN and/or Donor-

funded) focused on governance, digital transformation and social protection, including the joint 

UNDP-UNICEF project initiation plan for digitalization in support of the Ministry of Labour and Social 

Protection’s “Restart” reform programme, scheduled for 2024. 

In the more specific operational terms, the Project will ensure that: 

▪ existing social protection services are reengineered for digital platforms, with a focus on the user 

experience and accessibility; 

▪ a new integrated AIS architecture is developed and deployed, ensuring compatibility and synergy 

with existing MLSP systems; 

▪ a Digital Center for Social Innovation is established within MLSP to lead ongoing digitization 

efforts and foster a culture of continuous improvement and innovation; 

▪ the service provision of the Ministry’s regional centers will be enhanced by applying UNDP's 

extensive experience in human-centered design reengineering; 

▪ Moldovan citizens, including from vulnerable groups, have access to enhanced, accessible and 

pro-active social protection services, bridging the digital divide and increasing the proactive 

approach to service delivery. 
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3.2. Project Outputs and Indicative Activities 

Following the thorough analysis of the conditions influencing the digital transformation of social 

protection and the mapping out of the existing commitments and engagements of the Moldova’s 

international development partners, the Project identifies two priority Outcomes. 

For reasons of consistent planning, each Outcome is further decomposed in their corresponding 

Outputs and activities. 

OUTCOME 1: Institutional frameworks and reengineered services of the Ministry of Labour and 

Social Protection enhance the quality, accessibility, and effectiveness of social protection. 

Output 1: Social protection services are redesigned for digital platforms 

This Output envisions a digitalization-oriented workstream dedicated to the meticulous redesign and 

digitalization of the social protection services. It aims to significantly enhance the functionalities of 

these services, optimizing them for improved usability by Ministry personnel, management, and the 

public at large. 

The activities included within this Output pivot on a comprehensive mapping and optimization of 

current business processes, laying the groundwork for services that are not only streamlined but also 

intensely focused on the end-user experience. The execution of pilot projects (for social protection 

service reengineering, based on Ministry’s priorities), which will presume collaborative work on 

automated service delivery and advanced data analytics, is instrumental in establishing the Ministry’s 

digital and process benchmarks and will provide pivotal insights for planning, budgeting and 

monitoring purposes, as well as of strategic decision-making. 

These insights will also enable the broader digital transformation, ensuring that the reengineered 

services are not only digitally sophisticated, but also aligned with the overarching goal of creating an 

intuitive, accessible, and efficient digital ecosystem for social protection services.  

Through this Output, the Ministry's services will undergo a transformative evolution, transitioning into 

a digitally empowered framework characterized by enhanced efficiency, user-centric design, and 

comprehensive integration. 

Planned interventions under Output 1: 

Activity 1.1. Conduct a mapping of the Ministry’s business processes 

Initiate a comprehensive analysis and documentation of the current workflows and procedures within 

the Ministry and relevant subordinated agencies. This activity focuses on thoroughly understanding 

and visually representing the existing business processes to pinpoint inefficiencies, redundancies, and 

potential areas for enhancement. Key stakeholders will be engaged through a participatory approach 

to ensure a holistic understanding of the processes and incorporate diverse perspectives. This 

foundational activity lays the groundwork for subsequent optimization and digital transformation 

efforts. 

Activity 1.2. Optimize and redesign a priority set of the Ministry’s business processes 

This activity will involve the engagement of national and international experts to strategically refine 

business processes. It encompasses the development of strategic guiding documents, conducting 

evidence-based optimizations, and phased implementation of process enhancements. The emphasis 

will be placed on harnessing technology and innovative practices to improve operational efficiencies, 

thereby contributing to the broader institutional development goals and enhancing service delivery 

effectiveness. 

This activity includes the development of new policy guidelines, the revision of existing regulations, 

and the assurance that all reforms are inclusive and equitable. In this sense, legal frameworks and 

procedural mechanisms will require systematic updates to ensure alignment with modern digital 

practices. This can be achieved through the implementation of comprehensive training programs, 

workshops, and strategic communication campaigns to enact sustainable institutional changes. There 
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will be a focus on integrating international best practices and standards, aiming to cultivate an agile, 

responsive, and modernized institutional environment.  

Activity 1.3. Design, pilot and evaluate scalable case-based projects for digital transformation 

This activity initiates with the engagement of experts to meticulously craft and design pilot projects, 

envisioned as scalable models pivotal for the digital transformation of social protection services, 

beyond the redesign of current business processes. 

It involves detailed planning and the initiation of several applicable pilot projects - each serving as a 

platform to trial and refine sustainable and future-proof digital methods of merging service provision 

in more coherent and suitable framework for automated service delivery and data analytics.  

This stage is integral in providing essential insights and establishing standards crucial for the 

expansion of the project on a larger scale, within the Ministry. 

Proceeding from design to execution, this activity entails the careful, step-by-step management of 

the pilot projects, concentrating on the integration and application of unified solutions. This phase 

will reflect an intensive collaboration with the Ministry personnel (from both decision-making and 

technical levels), securing the effectiveness and relevance of each pilot initiative. 

The final phase of this activity is a comprehensive assessment of the impact of the pilot projects, aimed 

at quantifying their effectiveness and drawing out significant lessons. This will involve the 

collaboration with specialized consultancy services for an in-depth analysis and constructive feedback. 

Based on the expertise available within the Ministry, UNDP and on an independent basis, the Project 

will ensure consultations and data-driven insights, as to continuously refine the strategies for future 

digital transformation projects and enhance decision-making processes. This approach ensures not 

only the successful implementation, but also sets a solid groundwork for subsequent initiatives. 

Output 2: The Ministry of Labour and Social Protection’s technical framework and information 

systems are strengthened and integrated for a more efficient and coherent service provision 

This Output focuses on constructing a new, integrated Automated Information System (AIS) 

architecture for the social protection services. It involves a detailed analysis of what the system needs, 

designing the architecture, and defining the technical details to ensure it works well with the Ministry's 

current systems. 

A key aspect of this Output is to ensure the system's infrastructure is solid, flexible, and ready for 

ongoing advancements and innovative approaches in service delivery. These interventions and 

elements are essential for building a unified and efficient AIS architecture, thus making the delivery of 

social protection services more coherent, accessible, and resilient, enhancing the Ministry's ability to 

meet existing demands and adapt to future changes and the reform process. 

As such, the planned activities will involve a detailed analysis of system requirements, design, and 

technical specifications, ensuring compatibility and integration of and with existing MLSP systems. 

Planned interventions under Output 2: 

Activity 2.1. Redesign the core informational infrastructure for a unified AIS of the MLSP 

This activity will launch the AIS development through a detailed analysis of requirements, system 

design, and technical specifications, emphasizing the vision of merging the AIS architecture currently 

comprised of 14 stand-alone information systems - into a unified platform for the Ministry's oversight, 

management and provision of efficient and transparent social protection services. 

This phase is pivotal in laying the foundation for a cohesive backend system and data warehouse 

development, focusing on integration with the existing infrastructure. It marks the beginning of 

constructing a resilient, scalable core infrastructure, integrating advanced data storage, cybersecurity 

measures, and scalability features to support not just current requirements, but also future expansion 

and adaptability of the unified platform. 
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Activity 2.2. Develop a user-centric structure of the MLSP’s AIS framework 

This activity will encompass the design, testing, and deployment of a user-centric case management 

module, central to the concept of a single-window platform, to modernize and streamline service 

delivery and management across the Ministry. The module will act as a fundamental element in 

unifying the AIS architecture, ensuring it resonates with local needs and significantly enhances the 

user experience and service provision efficacy. This presumes contracting specialized expertise and 

usage of the established team of ICT experts for module development, followed by rigorous testing 

phases. It will also involve gathering user feedback and implementing iterative improvements based 

on actual usage data. 

Concurrently, this activity will focus on integrating various system components, reinforcing the unified 

AIS architecture and ensuring the smooth deployment and operational success of all intended 

modules. This entails a meticulous synchronization of new systems with existing legacy systems, 

maintaining data consistency, and executing comprehensive staff training on the integrated systems, 

all converging towards the seamless and intuitive operation within a unified AIS architecture, with a 

single-window platform. 

Activity 2.3. Enhance the data analytics services of the unified AIS framework 

This activity will extend the unified AIS platform's capabilities by incorporating supplementary services 

and advanced analytics functionalities. It also will involve the development and piloting of innovative 

analytics modules (e.g. usage of AI tools) aiming to harness data-driven insights to improve service 

delivery and decision-making. This will support the integration of predictive analytics, user behavior 

analysis, and the availability of real-time data reporting tools, collectively enriching the AIS' 

comprehensive, efficient, and integrated environment, designed for optimal use by the Ministry 

personnel and dedicated staff. 

Output 3: The capacities of the Ministry of Labour and Social Protection to lead ongoing efforts 

of digitalization of social protection services are enhanced and institutionalized 

This Output is dedicated to elevating and institutionalizing the MLSP's capabilities to oversee and lead 

the digital transformation of social protection services. It complements the digitally enabled 

infrastructure, marked by increased efficiency, a user-centric approach, and seamless integration of 

services, with the institutional capacities required to coordinate and advance this portfolio. 

Central to this Output is the establishment of a Digital Center for Social Innovation (DCSI) within the 

MLSP, envisioned as the driving force behind ongoing digitalization efforts, ensuring a commitment 

to continuous and sustainable advancement and innovation. Its creation is aimed at ensuring that the 

Ministry not only keeps pace with the current digital evolution, in line with the Digital State vision of 

the Government9, but is also well-prepared to meet future transformation demands. 

Operating under a strategic framework, the DCSI will align with both national and international 

standards of digital innovation, focusing on cultivating an environment of continuous improvement, 

fostering a culture where innovation is not just welcomed, but is a fundamental aspect of the Ministry's 

operational spirit. This approach ensures that the social protection infrastructure is not just 

strengthened for today's needs but is robust and adaptable for future challenges. 

Planned interventions under Output 3: 

Activity 3.1. Develop a comprehensive strategic framework for the institutionalization of the 

Ministry’s digital transformation portfolio and capacities 

This activity will concentrate on establishing a comprehensive strategic framework for the Digital 

Center for Social Innovation (DCSI), engaging high-level expertise to delineate a clear and forward-

thinking vision. It will entail the detailed development of strategic plans, the establishment of 

 
9 MEDD Press release of the approval of the National Digital Transformation Strategy for 2023 – 2030, available at 

https://mded.gov.md/en/a-100-digital-state-the-digital-transformation-strategy-of-the-republic-of-moldova-for-the-years-2023-2030-

approved-by-the-executive/  

https://mded.gov.md/en/a-100-digital-state-the-digital-transformation-strategy-of-the-republic-of-moldova-for-the-years-2023-2030-approved-by-the-executive/
https://mded.gov.md/en/a-100-digital-state-the-digital-transformation-strategy-of-the-republic-of-moldova-for-the-years-2023-2030-approved-by-the-executive/
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operational guidelines, and the alignment of DCSI's objectives with the national agenda for digital 

innovation and international best practices, in coherence with UNDP’s commitment to promoting 

innovative and sustainable development pathways. 

Activity 3.2. Support the operationalization of the DCSI and consolidate its human and technical 

capacities 

In synergy with the team of UNDP experts (national and international) and in line with the Ministry 

portfolio of digital social protection services, the Project will implement an effective recruitment 

strategy to attract the necessary talent for the DCSI and ensure their required capacity building and 

induction (via training, workshops, mentorship, etc.).  

This approach will ensure the staffing, within a well-balanced and defined structure, with professionals 

that have the required (available) technical expertise and creative thinking for the advancement of the 

Ministry’s digital transformation priorities/agenda.  

All capacity building support with prioritize integrating junior professionals within the team, 

consolidating mandatory and forward-looking skills (including innovation management, digital 

technologies, and project management), as to foster a culture of innovation, collaborative problem-

solving, and continuous learning. This will also mitigate the potential difficulties in attracting highly 

skilled professionals, leveraging the inclusion within the team of both junior, middle and senior 

personnel. 

To create an enabling environment that supports the DCSI's innovative operations, facilitating 

collaboration, experimentation, and digital development activities, the Project will also allocate 

resources for providing the required equipment, including computing hardware, software licenses, 

and suitable furnishings, within the premises defined by the Ministry. 

Note: throughout the implementation of Outcome 1, a team of national consultants and UNDP experts 

(e.g. UNDP Serbia’s TechCell) will be engaged, as to ensure the required technical support, as well as 

to ensure that the project's groundwork is robust, aligning the local requirements with international 

best practices. 

 

OUTCOME 2: People of Moldova, especially from vulnerable groups, benefit from an increased 

social equity and resilience via proactive and accessible social protection services. 

Output 4: Social protection services are publicly available in a user-centered, inclusive and 

intuitive manner 

The logic behind this Outcome stems from the need to ensure users’ accessibility of the social 

protection services across all platforms, modes of delivery and depending on users’ needs and 

preferences. 

Single-window approach is the unifying principle behind the delivery and feedback collection 

modalities. Yet, despite the radical efficiency improvements that digital platforms can ensure, it is 

essential that digital service is inclusive and accessible to all citizens, especially those who may lack 

the necessary digital skills. 

This Output will combine comprehensive communication and outreach strategies with targeted digital 

literacy support, to make sure that all users get comfortable with the new single-window platform. 

The recently implemented EVRF program will provide useful evidence to draw on in designing 

communication and training packages. As part of this Outcome, the Project will essentially tackle the 

digital divide so that all social groups benefit in an equitable manner from the benefits of digital 

transformation. 
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Planned interventions under Output 4: 

Activity 4.1. Enhance the user accessibility and inclusiveness of the unified AIS framework via 

an electronic single-window platform 

This activity will concentrate on the development of an intuitive front-end interface for the unified AIS 

via the single-window platform for public access, ensuring accessibility across diverse platforms (e.g. 

mobile) and adherence to international UI/UX design best practices. From a technical perspective, the 

activity presumes the provision of IT equipment and the contracting of technical development 

services/consultancy to forge interfaces that are not just user-friendly but also accessible to every 

segment of the population, including those with disabilities. 

A primary benefit for citizens from this activity will be the establishment of an online single-window 

service, based on the UNDP experience of creating a similar solution for the EVRF, which will serve as 

a one-stop solution for applying for benefits and accessing information on numerous services. 

Activity 4.2. Support the pro-activation of social protection services and bridge the digital 

divide of beneficiaries 

This activity is designed to ensure that the transformative shift towards digital social protection 

services is inclusive and accessible to all citizens, especially those who may lack the necessary digital 

skills. The initiative will focus on comprehensive communication and outreach strategies, coupled with 

targeted digital literacy support, to familiarize Moldovan citizens with the new single-window 

platform, the reform agenda and its implications and opportunities for a more pro-active social 

protection. 

Experience will be drawn from the recent successful collaboration in support of the EVRF program, 

including that of training of social workers and librarians that help with the registration process, the 

creation and operation of the call center, as well as the information campaign dedicated to the fund. 

The aim is to make social protection services not only intuitive and user-friendly from a technical point 

of view, but also fully accessibile to the millions of beneficiaries across the country, ensuring that every 

citizen, regardless of their location, background and digital proficiency, can navigate and benefit from 

the enhanced social protection framework.  

Through this activity, the Project will focus on bridging the digital divide, enabling the achievement 

of the LNOB principle and the proactive engagement with the services, thus ensuring that the benefits 

of digital transformation in social protection are equitably distributed across the population. 

Output 5: Local level provision of social services is enhanced in a pro-active manner 

In December 2023, a decisive step towards the creation of Territorial Agencies for Social Assistance10 

(ATAS) was taken with the approval by the Government of the draft decision establishing the 

Regulation on their organization, functioning and structure. According to the document, the ATAS are 

administrative authorities under the Ministry of Labour and Social Protection, which implement, 

directly and through the territorial social assistance structures, the state policy in the field of social 

assistance and provide methodological support to the first-level local public administration authorities 

and public and private social service providers. 

The 10 ATAS to be created will be organized by regions and each territorial agency will be assigned 

3-4 administrative-territorial units of the second level (except for ATAS NNW, to which only the 

municipality of Balti is assigned). The concept of ATAS organization is in line with the Public 

Administration Reform Strategy in Moldova for 2023-203011, which recommends, in the context of 

increasing the efficiency of public services, the establishment of territorial entities on certain regions, 

 
10 MLSP Press release on the establishment of the ATAS, 2023, available at: https://social.gov.md/en/communication/press-news/10-

territorial-social-assistance-agencies-will-be-created-in-the-republic-of-moldova-responsible-for-the-implementation-of-state-policy-in-

the-field-of-social-assistance/  
11 Government of Moldova, press release on the approval of the Public Administration Reform Strategy 2023-2030, available at: 

https://gov.md/en/content/government-approved-public-administration-reform-strategy-moldova-2023-2030  

https://social.gov.md/en/communication/press-news/10-territorial-social-assistance-agencies-will-be-created-in-the-republic-of-moldova-responsible-for-the-implementation-of-state-policy-in-the-field-of-social-assistance/
https://social.gov.md/en/communication/press-news/10-territorial-social-assistance-agencies-will-be-created-in-the-republic-of-moldova-responsible-for-the-implementation-of-state-policy-in-the-field-of-social-assistance/
https://social.gov.md/en/communication/press-news/10-territorial-social-assistance-agencies-will-be-created-in-the-republic-of-moldova-responsible-for-the-implementation-of-state-policy-in-the-field-of-social-assistance/
https://gov.md/en/content/government-approved-public-administration-reform-strategy-moldova-2023-2030
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with the creation of working points (territorial structures) at the level of each district, so that the 

services provided are as close as possible to the beneficiaries. 

Under this Output, the Project aims to revitalize local social service provision in Moldova.  

Capitalizing on UNDP’s expertise in human-centered design and service delivery, the project will focus 

on creating accessible and user-friendly premises for the regional centers, equipped with the required 

modern technology and business processes. Concurrently, it prioritizes the professional development 

of the centers’ personnel, ensuring a skilled, empathetic workforce capable of delivering high-quality, 

user-centric services. This integrated approach promises an enhancement in the effectiveness and 

accessibility of local social services, aligning with broader goals of community well-being and support. 

Planned interventions under Output 5: 

Activity 5.1. Assist the design and creation of pilot regional centers for social service provision 

The Project is set to significantly enhance the pilot regional centers by applying UNDP's extensive 

experience in human-centered design reengineering, informed by successful pilot projects at the 

National Employment Agency offices in Chisinau12 and Soroca, and police stations in Chisinau, Singerei 

and Cahul13. 

This intervention involves not just the support for the Ministry’s careful selection and assessment of 

infrastructure for its suitability based on location and population needs but also a comprehensive 

renovation process, which will transform the regional offices into welcoming and accessible spaces, 

optimizing efficiency and focusing on user needs. 

At the core of this initiative is the human-centered design approach, a testament to UNDP's expertise, 

ensuring that the redesign of service processes and the layout of offices truly meet the requirements 

and expectations of the users. 

The integration of technology and digital tools (as per Outcome 1 interventions) is planned to simplify 

service management and facilitate communication with beneficiaries. Additionally, the introduction of 

self-service kiosks (based on the single-window platform) with user-friendly digital interfaces is 

expected to make operations smoother and empower users. 

Activity 5.2. Enhance the skills and capacities of the regional centers for social service 

provision’s personnel 

Enriching the structural and technological upgrade envisioned, the Project will place a strong 

emphasis on building the capacities of regional centers’ staff through dedicated training programs, 

to nurture empathy and a user-centered approach to service delivery, as well as communication and 

results-oriented management of activities, thereby elevating the standard of user-centered service 

delivery within the social protection framework. 

3.3. Resources Involved 

The scope and ambition of the Project requires a management structure with sufficient human 

resources to handle operational delivery and cooperation within a multi-thematic team and with 

partners. For these reasons, in addition to the Project team's expertise, additional national and 

international experts (and specific contractual services) will be embedded to achieve the set results. 

UNDP will utilize structures already in place (e.g., the Moldova Country Office) for the implementation 

of the Project, while the current structure of the Project team is designed to cover all intervention 

areas under both Outcomes. 

 
12 UNDP Moldova press release on the redesign of the Chisinau office of the NEA, 2020, available at: 

https://www.undp.org/moldova/press-releases/biggest-office-national-employment-agency-becomes-accessible-and-adapted-

beneficiaries-needs  
13 UNDP Moldova press release on the redesign of the police station in Cahul, 2021, available at: https://www.undp.org/moldova/press-

releases/police-station-cahul-renovated-us-and-undp-support  

https://www.undp.org/moldova/press-releases/biggest-office-national-employment-agency-becomes-accessible-and-adapted-beneficiaries-needs
https://www.undp.org/moldova/press-releases/biggest-office-national-employment-agency-becomes-accessible-and-adapted-beneficiaries-needs
https://www.undp.org/moldova/press-releases/police-station-cahul-renovated-us-and-undp-support
https://www.undp.org/moldova/press-releases/police-station-cahul-renovated-us-and-undp-support
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To support all Project activities, office rent and utility costs, office furniture, equipment, software, 

maintenance, repair, communication, and internet services will be required. 

For cost-effectiveness, UNDP will build upon and synergize (wherever possible) with ongoing 

initiatives (including those led by the UN and/or donor-funded) focused on effective governance and 

digital transformation, while also leveraging in-house resources for these purposes. 

3.4. Risks and Assumptions 

Key risks that might preclude or significantly alter the implementation of the Project include the 

following:  

▪ Political and economic instability: The success of the Project depends significantly on a stable 

political and economic environment. Unforeseen political shifts or economic downturns could 

impact Project continuity and stakeholder commitment. 

Mitigation measures: the Project will implement scalable and modular technologies for easy 

updates and integration (micro-services). A crucial aspect of the strategy is the internalization of 

technological capabilities within the DCSI, which will be responsible for continuously updating and 

enhancing the technology to stay abreast of the latest developments. 

▪ Data security and privacy concerns: Managing sensitive social protection data brings risks of 

security breaches and privacy violations. 

Mitigation measures: implementing advanced cybersecurity measures and adhering to 

international data protection standards are key. Additionally, the Project's data systems will be 

facilitated by governmental cloud and cybersecurity services, ensuring national-level data and 

security protocols. 

▪ Skill gaps and human resource limitations: Existing skill gaps within MLSP and partner 

institutions may limit the effective management and use of new digital systems. 

Mitigation measures: training programs and capacity-building initiatives will be critical in 

addressing these gaps. Collaborations with educational institutions and technology experts will 

cultivate a skilled workforce. 

▪ Dependency on external expertise: Reliance on external consultants or technology providers 

could lead to sustainability issues after the Project's completion. 

Mitigation measures: a focus on internal capacity building and local expertise development, 

primarily through the DCSI, will ensure ongoing skills development and Project sustainability. 

▪ Legal and regulatory challenges: The digital transformation might face legal and regulatory 

hurdles not aligned with innovative digital solutions. 

Mitigation measures: Collaboration with legal and policy experts to advocate for and align with 

legal reforms is essential. Working closely with government agencies to ensure digital initiatives 

comply with existing laws, while also pushing for necessary modernizations, will be a key focus. 

 

If necessary and as determined by time constraints, the Project may also include additional capacity 

building activities for MLSP personnel, according to previous UNDP best practices, which proved an 

effective risk-management tool. Throughout the implementation period of time, the Project shall also 

maintain an apolitical focus, to ensure the possibility of continuing the operation and interaction with 

all the stakeholders during and after the politically charged electoral periods.  

The Project Risk Log shall be maintained throughout the Project implementation to capture potential 

risks to the Project and associated mitigation measures. 

Assumptions underpinning the current Project are largely similar to the set of assumptions that digital 

transformation Projects hinge upon and include the following:  

▪ Political and economic context is stable in Moldova and enables Project’s interventions throughout 

Project cycle; 
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▪ The Government of Moldova stays committed to develop and support the enforcement of a 

new/upgraded institutional, policy and regulatory framework, in line with its social protection 

reform and digital transformation agenda. 

▪ The Ministry remains open to and engaged in improving quality and access of, including by re-

designing in a user-friendly manner, local employment services. 

3.5. Stakeholders Engagement 

Ministry of Labor and Social Protection  

The collaborative initiative between the Project and the MLSP embodies a strategic partnership aimed 

at fortifying the digital capabilities and services within the purview of the ministry, ensuring sustained 

progress in its core areas of labor and social protection. Positioned as the primary beneficiary of the 

Project, the MLSP assumes a leading role, acting as a key national policy authority to be continually 

consulted across all Project stages. Moreover, the Project commits to fortifying the MLSP's internal 

capabilities by imparting training and skills development to its staff. This capacity-building initiative 

spans a diverse spectrum of relevant and interconnected topics, ensuring that the ministry's personnel 

are equipped to navigate and implement the advancements facilitated by the Project. By fostering this 

collaborative synergy, the partnership aspires not only to enhance the digital capacities of the MLSP 

but also to catalyze sustainable advancements in labor and social protection, thereby contributing to 

overarching societal well-being. 

Ministry of Economic Development and Digitalization 

The Ministry of Economic Development and Digitalization is an important partner of UNDP in other 

engagements and initiatives and is responsible for formulating the country’s national digitalization 

strategy. The collaboration between the Project and MEDD in Moldova is strategically focused on 

enhancing digital capacities for sustainable economic progress. Recognizing MEDD's pivotal role, this 

partnership emphasizes ongoing consultations, ensuring seamless alignment with MEDD's 

digitalization goals.  

Moldovan Association of ICT Companies 

The UNDP Project and the Moldovan Association of ICT Companies are set to form a strategic alliance 

to enhance the digitalization efforts pertaining to inclusive and efficient social protection initiatives in 

Moldova. The Project will align with and capitalize on ATIC’s expertise, integrating innovative ICT 

solutions into future social protection programs. Ongoing consultations and capacity-building 

initiatives will ensure a dynamic exchange of ideas and empower association members to navigate 

the complexities of digital technologies and policy implementation in the realm of social protection. 

This collaboration anticipates a future marked by innovative solutions that improve the efficiency and 

inclusivity of social protection initiatives in Moldova. 

International Partners 

A coordinated approach through regular meetings for strategic alignment, sharing best practices, and 

leveraging expertise with the engagement of other development partners, including the European 

Union and UN Agencies, will be ensured. Joint initiatives for broader impact and resource optimization 

will be designed and implemented.  

Private sector, civil society organizations  

UNDP will continue pioneering ways to engage the private sector and civil society organizations by 

sourcing digital solutions for emerging needs, including foundational catalysts, i.e., digital identity, 

data exchange, etc., along with better understanding the needs of the beneficiaries' groups. 

Engagement with civil society will also be key for addressing barriers faced by the more vulnerable 

due to gaps in digital literacy and/or access to digital tools. 
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Academia  

UNDP remains committed to fostering collaborative efforts with academic institutions to harness 

innovative solutions for emerging challenges. This includes exploring partnerships for foundational 

aspects such as research, technology development, and knowledge exchange. Collaboration between 

the DCSI established under this Project and local academia will be encouraged, particularly with those 

offering education courses and undertaking research in the ICT area, with which collaboration on 

training and relevant research projects will be pursued. 

3.6. South-South and Triangular Cooperation 

SSC/TrC in the Project shall manifest by ensuring transfer of best available knowledge and experience 

to relevant recipients and by communicating about and inspire other interested countries/entities to 

take over the Moldovan experience gained as part of this Project. SSC/TrC shall be particularly 

indispensable for promotion of results achieved as part of the humanitarian-development-peace 

nexus. In this regard, SCC/TrC shall be used to highlight to the international community, during various 

international fora, conferences, seminars, to spread knowledge and information about the flagship 

examples and practices to be accumulated as part of this Project. On the Project receiving end, the 

SSC/TrC shall take forms best suited for achieving the desired results, here including peer-to-peer 

support, adoption of best international practices, study visits, peer-reviews, and access to top-level 

expertise to support the reform of social protection service provision. 

3.7. Knowledge, Sustainability and Scaling up 

The sustainability of this Project is fundamentally rooted in the strategic establishment and 

operationalization of a dedicated digital transformation team and its transition to the institutionalized 

Digital Center for Social Innovation (DCSI) within the MLSP. A critical aspect of the Project's 

sustainability is the gradual transition of responsibilities from the support team provided by the 

Project to the DCSI. This transition is facilitated by a comprehensive strategy of capacity training and 

knowledge transfer, designed to empower DCSI staff with the necessary skills and expertise to 

maintain and further develop the Project's outputs. UNDP has carefully crafted an exit strategy that 

ensures a smooth and effective handover, leaving the DCSI fully equipped and knowledgeable to 

sustain the momentum of digital transformation. 

The operational model of the DCSI is inspired by the Center for Information Technologies in Finance 

(CTIF) under the aegis of the Ministry of Finance. The CTIF's proven sustainability and effectiveness 

serve as a blueprint for the DCSI, providing a tried and tested framework that the DCSI can adapt and 

refine according to its specific context and objectives. 

The Project's design incorporates a forward-looking vision of scalability, both within Moldova and 

potentially extending to other countries facing similar digital transformation challenges. At the heart 

of the Project is a universal digital transformation model that bridges the gap between advanced 

eGovernment capabilities and existing legacy systems within line ministries. This model is not confined 

to the context of the MLSP but is applicable across various governmental sectors, reflecting its versatile 

and adaptable nature. 

The scalability of the digital solutions developed in this Project extends beyond the MLSP. Given the 

commonality of the challenges addressed, the Project's approach and solutions have the potential to 

be replicated in other ministries within Moldova. This replication would not only enhance the overall 

digital governance landscape of the country but also provide a coherent and unified approach to 

digital governance and reengineering across different sectors. 

The Project's implications reach beyond national borders. The model developed for digital 

transformation, characterized by its focus on integrating digital governance capabilities with legacy 

systems, is pertinent to many developing countries embarking on similar journeys of digitalization. 
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The Project thus holds the potential to be a blueprint for other nations, offering a scalable and 

adaptable framework for enhancing social protection systems through digital transformation. 

As part of the comprehensive strategy for sustainability and scalability, this Project incorporates a 

well-defined exit strategy for UNDP, ensuring the long-term impact and self-reliance of the Digital 

Center for Social Innovation in the post-Project period. 

 DCSI institutional capacity building, transition and operational sustainability hinges on the following: 

▪ The digital transformation team, to be provided by the Project, is the foundational phase, 

responsible for the initial development and integration of digital systems. Its role is crucial in 

setting up the DCSI, which is modelled on similar successful frameworks for increasing the IT 

capacities of public institutions (e.g. CTIF). This approach ensures a smooth transition from external 

support to internal expertise. 

▪ A key component of the strategy is the focus on extensive training and knowledge transfer to DCSI 

staff, ensuring they possess the skills to maintain and enhance the system. This is crucial for the 

DCSI to function independently once the IT expert team concludes its role. 

▪ The DCSI will adopt proven models, focusing on organizational structure, staff recruitment, and 

financial sustainability. This includes utilizing sustainable financial/pricing structures and adopting 

similar approaches to staff retention and recruitment. 

▪ Emulating a cost-recovery/ service-provision model, the DCSI will operate with a financial structure 

that ensures its independence. This includes exploring various funding mechanisms and possibly 

adopting a service-based revenue model (e.g. CTIF) to ensure ongoing operations without external 

funding dependencies. 

▪ The DCSI will implement proactive recruitment strategies, partnering with educational institutions 

for internships and participating actively on recruitment platforms. Strategies to retain 

experienced staff, such as competitive salary packages and a positive working environment, will 

be crucial.  
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4. Project Management 

4.1. Cost Efficiency and Effectiveness 

The proposed strategy is expected to deliver maximum results while making the best use of available 

resources. The Project team will look for synergies with other Projects that might allow for joint 

activities and for cost-sharing of the activities to achieve higher value for money, as well as involve 

the cost-saving Long-Term Agreements with certain categories of service/goods providers available 

to the UN Moldova Country Team Agencies. 

4.2. Project Management 

The Project will be implemented under the Direct Implementation Modality (DIM), in accordance 

with UNDP rules and regulations.  

This means that UNDP Moldova CO will take on the role of Implementing Partner and will assume the 

responsibility for mobilizing and effectively applying the required inputs to reach the expected 

outputs and use of resources. 

UNDP Moldova will assume the overall management responsibility and accountability for Project 

administration, including organizing implementation of Project activities, procurement of goods and 

services, recruitment of Project personnel and national and international consultants, connecting to 

national and international expertise and knowledge networks, and quality assurance, ensuring timely 

and expedient implementation of Project activities, including the provision of continuous feedback 

and information sharing among stakeholders. UNDP CO will ensure Project accountability, 

transparency, effectiveness and efficiency in implementation and will provide support services to the 

Project as described below: 

Support Services Schedule for the 

provision of the 

Support Services 

Cost to UNDP of 

providing such 

Support Services 

Amount and 

method of 

reimbursement of 

UNDP 

Payments, disbursement, and other financial 

transactions, including direct payments, budget 

revisions, etc. 

As agreed in the 

Annual 

Workplan (AWP) 

from the 

inception to 

closure of the 

Project 

Cost-recovery 

based on UNDP 

Universal Price 

List and Local 

Price List 

Periodic billing 

based on actual 

staff costs and 

agreed percentage 
Recruitment of staff, Project personnel and 

consultants, including creation of vendors, 

selection and recruitment of expertise, 

personnel management services and banking 

administration, etc. 

Procurement of services and goods, including 

evaluation, proceeding through CAP, 

contracting, disposal and/or transfer of 

equipment and assets, customs clearance, etc. 

Travel support, including travel arrangements 

and authorization, ticket, visa and booking 

requests, F10 settlement, etc. 

Organization of conferences, workshops, and 

trainings, etc. 

Communication support, etc. 

To ensure ownership and sustainability of the Project, UNDP will work in close partnership with the 

Ministry of Labour and Social Protection, the Ministry of Economic Development and Digitalization 

and other relevant actors (e.g. the e-Governance Agency, the Moldovan Association of ICT 

Companies).  
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5. Results Framework 

The Results Framework is developed in full compliance with the information described in this Project 

Document and is attached separately to this document (Annex 1). 

 

6. Monitoring and Evaluation 

6.1. Applicable Principles  

The implementation and monitoring of the Project activities will be carried out by UNDP in accordance 

with its applicable regulations, rules, directives, and procedures. The regular monitoring of the Project 

will be undertaken based on the Monitoring, Evaluation and Learning (MEL) framework developed for 

this specific Project, in line with UNDP and Donor requirements. 

Its main goal would be to ensure regular feedback on implementation, early identification of potential 

problems to facilitate timely adjustments to on-going activities. This framework will include M&E 

arrangements at different stages of implementation and different levels of intervention, aimed at 

ensuring more comprehensive evidence of activities planned and results delivered, based on specific 

qualitative and quantitative data.  

The MEL framework shall disaggregate data in line with the specifics of each Project Outcomes, to 

assess the impact of the Project. This information shall be used to enhance focus on vulnerable groups 

and ensure that they are benefiting from the Project interventions. 

The Project strategy involves creating learning opportunities for all its beneficiaries, as part of all 

Project Outcomes, through: 

▪ Organizing regular thematic meetings, networking events and exchange of best practices, 

throughout the implementation cycle;  

▪ engaging private and public stakeholders with a palpable record of achievements in mentoring 

and coaching their peers; 

▪ disseminating of knowledge and learning materials, and 

The MEL will fall under the direct responsibility of the Project Manager, who will be responsible for 

the overall data collection and verification process, establishing templates and procedures for accurate 

documentation and data collection process. 

At the same time, Quality Assurance through regular and thorough monitoring of Project progress 

shall be performed by UNDP Moldova’s Country Office. 

6.2. Monitoring Plan 

Monitoring 

Activity 
Purpose Frequency Expected Action 

Track results 

progress 

Progress data against the results indicators 

in the Results Framework will be collected 

and analyzed to assess the progress of the 

Project in achieving the agreed Outputs. 

Quarterly 

or in the 

frequency 

required 

for each 

indicator 

Slower than expected 

progress will be 

addressed by Project 

management. 
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Monitor and 

Manage Risk 

Identify specific risks that may threaten 

achievement of intended results. Identify 

and monitor risk management actions 

using a risk log. This includes monitoring 

measures and plans that may have been 

required as per UNDP’s Social and 

Environmental Standards. Audits will be 

conducted in accordance with UNDP’s 

audit policy to manage financial risk. 

Quarterly 

Risks are identified by 

Project management and 

actions are taken to 

manage risk. The risk log 

is actively maintained to 

keep track of identified 

risks and actions taken. 

Learn  

Knowledge, good practices, and lessons 

will be captured regularly, as well as 

actively sourced from other Projects and 

partners and integrated back into the 

Project. 

Annually 

Relevant lessons are 

captured by the Project 

team and used to inform 

management decisions. 

Annual 

Project 

Quality 

Assurance 

The quality of the Project will be assessed 

against UNDP’s quality standards to 

identify Project strengths and weaknesses 

and to inform management decision 

making to improve the Project. 

Annually 

Areas of strength and 

weakness will be reviewed 

by Project management 

and used to inform 

decisions to improve 

Project performance. 

Review and 

Make Course 

Corrections 

Internal review of data and evidence from 

all monitoring actions to inform decision 

making. 

Annually 

Performance data, risks, 

lessons, and quality will 

be discussed by the 

Project Board and used to 

make course corrections. 

Project 

Report 

A Progress Report will be presented to the 

Project Board and key stakeholders, 

consisting of progress data showing the 

results achieved against pre-defined 

annual targets at the output level, the 

annual Project quality rating summary, an 

updated risk long with mitigation 

measures, and any evaluation or review 

reports prepared over the period.  

Annually, 

and at the 

end of the 

Project 

(Final 

Report) 

 

Project 

Review 

(Project 

Board) 

The Project’s governance mechanism (i.e., 

Project Board) will hold regular Project 

reviews to assess the performance of the 

Project and review the Multi-Year Work 

Plan to ensure realistic budgeting over the 

life of the Project.  

In the Project’s final year, the Project Board 

shall hold an end-of Project review to 

capture lessons learned and discuss 

opportunities for scaling up and to 

socialize Project results and lessons learned 

with relevant audiences. 

At least 

annually 

Any quality concerns or 

slower than expected 

progress should be 

discussed by the Project 

Board and management 

actions agreed to address 

the issues identified.  
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7. Governance and Management Arrangements 

The Project will be implemented under the Direct Implementation Modality (DIM), in accordance 

with UNDP rules and regulations. 

This means that UNDP Moldova CO will take on the role of Implementing Partner and will assume the 

responsibility for mobilizing and effectively applying the required inputs to reach the expected 

outputs and use of resources. 

UNDP Moldova will assume the overall management responsibility and accountability for Project 

administration, including organizing implementation of Project activities, procurement of goods and 

services, recruitment of Project personnel and national and international consultants, connecting to 

national and international expertise and knowledge networks, and quality assurance, ensuring timely 

and expedient implementation of Project activities, including the provision of continuous feedback 

and information sharing among stakeholders. 

UNDP will be accountable to the Project Steering Committee for the use of Project resources and will 

ensure that communication, consultations, and review discussions are held on an on-going basis. 

The Project Steering Committee (PSC) is set up to function as the overall management structure for 

the Project in accordance with UNDP standards that oversee transparency, accountability and 

efficiency of the Project operations as well as assess opportunities, risks, and political challenges and 

link the Project to other relevant Government and development partners’ initiatives.  

The Project Steering Committee ensures that required resources are committed and arbitrates on any 

conflicts within the Project or negotiates a solution to any problems between the Project and external 

bodies. The membership of the Project Steering Committee consists of the UNDP Moldova Senior 

Official, Donor, key national government representatives and other stakeholders - as agreed at the 

Project Appraisal Committee (PAC) meeting, as follows: United Nations Development Programme in 

Moldova; Donor(s); Ministry of Labour and Social Protection; Ministry of Economic Development and 

Digitalization; Moldovan Association of ICT Companies. The composition of the Project Steering 

Committee can be revised, based on consensus, as to include additional members and/or observers. 
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Project Steering Committee responsibilities: 

▪ Provide overall guidance and direction to the Project; 

▪ Address Project issues as raised by the Project Manager; 

▪ Provide guidance and agree on possible countermeasures/ management actions to address 

specific risks and ensure continued coherence between the implementation and the goals/ 

objectives of the Project; 

▪ Conduct regular meetings at least twice per year to review the Project Progress Reports and 

approve/ revise the Project Annual Plans and Budgets. Meetings shall also be dedicated to 

discussing the Project progress, election-related developments, and potential solutions to current 

challenges, as well as providing recommendations to ensure that deliverables are produced 

according to the plans; 

▪ Approve the Annual Work Plans, Annual Budgets and Project Progress Reports, prepared by the 

Project Support Team;  

▪ Decide on the revisions and adjustments to the Annual Work Plans and Budgets, if any; 

▪ Propose and approve representatives of other stakeholders to the Steering Committee, if 

appropriate; 

▪ Sign Project Steering Committee Meeting Minutes, developed by the Project Support, Team 

within two (2) weeks from the meetings;  

▪ Ensure that all Project deliverables have been produced satisfactorily; 

▪ Review and approve the Final Project Review Report, including recommendations and lessons 

learned. 

 

Project Quality Assurance (UNDP Moldova Country Office) – supporting the Project Steering 

Committee by carrying out objective and independent Project oversight and monitoring functions 

which are mandatory on all Projects. Project Quality Assurance will rest with the UNDP Moldova 

Country Office (Policy Specialist, Programme Finance Associate, HR Analyst, Procurement Analyst, 

Communication Analyst, IT Associate), which will ensure that the Project remains consistent with, and 

continues to meet a business need and that no change to the external environment effects the validity 

of the Project. 

Specific responsibilities: 

▪ Policy Specialist is responsible for quality assurance of the Project implementation and will 

ensure that organizational standards and policies are followed in the Project. 

▪ Programme Finance Associate ensures finance quality assurance for reporting and monitoring 

and will ensure that funds are made available to the Project and Financial Reports are prepared 

and submitted on time, and according to standards in terms of format and content quality and 

submitted to the Project Board and Donor(s) 

▪ Procurement Analyst is responsible for providing support in identification of procurement 

modalities, facilitating quality, transparent, effective, and fast procurement processes. 

▪ Human Resources Analyst is responsible for providing guidance on the human resources 

processes for the needs of the Project, including staff selection and recruitment processes. 

▪ Communication Analyst is responsible for providing support, advising and verifying 

communication processes for the needs of the Project, responsible for the clearance of the 

external communication and compliance with UNDP rules and regulations. 

▪ IT Associate is responsible for clearance of the technical specifications for hardware and software 

products to meet the specified requirements and adhere to the established quality benchmarks 

throughout the Project activities. 
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The effective and efficient implementation of all activities will be ensured through a Project Support 

Team (PST) that will be staffed in line with the UNDP rules and regulations.  

The PST will include: 

▪ One Project Manager, who will oversee the general management and implementation of the 

Project; 

▪ Two Component Managers (Outcome 1 and Outcome 2); 

▪ Development Unit, who will provide reengineering and development support for the 

implementation of the IT interventions under Outcome 1; 

▪ One Project Analyst who will provide programmatic support in social protection, to enrich Project 
effectiveness and strategic outcomes. 

▪ One Project Associate who will provide financial, administrative, and procurement support to the 

whole implementation team. 

▪ One Project Assistant who will provide administrative support to all Project related activities. 

The PST will ensure close coordination of the Project activities with other relevant programmes, 

Projects, and initiatives to avoid possible duplication. The PST will ensure results-based Project 

management and successful implementation of the Project, close monitoring and evaluation of 

Project progress, observance of procedures, transparency and efficient use of funds, quality of works, 

and the involvement of national and local stakeholders in the decision-making processes. 

Strategically, UNDP Serbia's TechCell unit will provide extensive management support and advisory 

services to both the UNDP Moldova CO, PST, and the Ministry of Labour and Social Protection, offering 

valuable on-site and remote assistance. 

Short-term international and local experts will be involved by the PST, with the overarching goal of 

providing technical advisory support to the entire Project team, ensuring the effective and efficient 

implementation of Project results in alignment with international best practices and relevant high-

level policy guides. These short-term national and international specialists will be responsible for 

specialized technical support in the areas required by the Project.  

For specific gender issues, UNDP will contract additional expertise. 

 

8. Multi-Year Work Plan 

The Multi-Year Work Plan is developed in full compliance with the information described in this 

Project Document and is attached separately to this document (Annex 2). 

 

9. Legal Context 

This Project Document shall be the instrument referred to as such in Article 1 of the Standard Basic 

Assistance Agreement between the Government of (country) and UNDP, signed on October 2, 1992. 

All references in the SBAA to “Executing Agency” shall be deemed to refer to “Implementing Partner” 

as such term is defined and used in this document. 

This Project will be implemented by UNDP Moldova (“Implementing Partner”) in accordance with its 

financial regulations, rules, practices, and procedures. 

Any designations on maps or other references employed in this Project document do not imply the 

expression of any opinion whatsoever on the part of UNDP concerning the legal status of any country, 

territory, city or area or its authorities, or concerning the delimitation of its frontiers or boundaries. 
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10. Risk Management 

1. Consistent with Article III of the SBAA, the responsibility for the safety and security of the 

Implementing Partner and its personnel and property, and of UNDP’s property in the 

Implementing Partner’s custody, rests with the Implementing Partner. To this end, the 

Implementing Partner shall: 

a) put in place an appropriate security plan and maintain the security plan, considering the 

security situation in the country where the Project is being carried; 

b) assume all risks and liabilities related to the Implementing Partner’s security, and the full 

implementation of the security plan. 

2. UNDP reserves the right to verify whether such a plan is in place, and to suggest modifications 

to the plan when necessary. Failure to maintain and implement an appropriate security plan as 

required hereunder shall be deemed a breach of the Implementing Partner’s obligations under 

this Project Document. 

3. The Implementing Partner agrees to undertake all reasonable efforts to ensure that no UNDP 

funds received pursuant to the Project Document are used to provide support to individuals or 

entities associated with terrorism and that the recipients of any amounts provided by UNDP 

hereunder do not appear on the list maintained by the Security Council Committee established 

pursuant to resolution 1267 (1999). 

The list can be accessed via http://www.un.org/sc/committees/1267/aq_sanctions_list.shtml  

4. Social and environmental sustainability will be enhanced through application of the UNDP 

Social and Environmental Standards (http://www.undp.org/ses) and related Accountability 

Mechanism (http://www.undp.org/secu-srm). 

5. The Implementing Partner shall: 

a) conduct Project and programme-related activities in a manner consistent with the UNDP 

Social and Environmental Standards, 

b) implement any management or mitigation plan prepared for the Project or programme 

to comply with such standards, and  

c) engage in a constructive and timely manner to address any concerns and complaints 

raised through the Accountability Mechanism. 

UNDP will seek to ensure that communities and other Project stakeholders are informed of and 

have access to the Accountability Mechanism. 

6. All signatories to the Project Document shall cooperate in good faith with any exercise to 

evaluate any programme or Project-related commitments or compliance with the UNDP Social 

and Environmental Standards. This includes providing access to Project sites, relevant 

personnel, information, and documentation. 

7. The Implementing Partner will take appropriate steps to prevent misuse of funds, fraud, or 

corruption, by its officials, consultants, responsible parties, subcontractors, and sub-recipients 

in implementing the Project or using UNDP funds. The Implementing Partner will ensure that 

its financial management, anti-corruption, and anti-fraud policies are in place and enforced for 

all funding received from or through UNDP. 

8. The requirements of the following documents, then in force at the time of signature of the 

Project Document, apply to the Implementing Partner: 

a) UNDP Policy on Fraud and other Corrupt Practices and 

b) UNDP Office of Audit and Investigations Investigation Guidelines. 

The Implementing Partner agrees to the requirements of the above documents, which are an 

integral part of this Project Document and are available online at www.undp.org.  

http://www.un.org/sc/committees/1267/aq_sanctions_list.shtml
http://www.undp.org/ses
http://www.undp.org/secu-srm
http://www.undp.org/
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9. In the event that an investigation is required, UNDP has the obligation to conduct investigations 

relating to any aspect of UNDP Projects and programmes. The Implementing Partner shall 

provide its full cooperation, including making available personnel, relevant documentation, and 

granting access to the Implementing Partner’s (and its consultants’, responsible parties’, 

subcontractors’, and sub-recipients’) premises, for such purposes at reasonable times and on 

reasonable conditions as may be required for the purpose of an investigation. Should there be 

a limitation in meeting this obligation, UNDP shall consult with the Implementing Partner to 

find a solution. 

10. The signatories to this Project Document will promptly inform one another in case of any 

incidence of inappropriate use of funds, or credible allegation of fraud or corruption with due 

confidentiality. 

Where the Implementing Partner becomes aware that a UNDP Project or activity, in whole or 

in part, is the focus of investigation for alleged fraud/corruption, the Implementing Partner will 

inform the UNDP Resident Representative/Head of Office, who will promptly inform UNDP’s 

Office of Audit and Investigations (OAI). The Implementing Partner shall provide regular 

updates to the head of UNDP in the country and OAI of the status of, and actions relating to, 

such investigation. 

11. The Implementing Partner agrees that, where applicable, donors to UNDP (including the 

Government) whose funding is the source, in whole or in part, of the funds for the activities 

which are the subject of this Project Document, may seek recourse to the Implementing Partner 

for the recovery of any funds determined by UNDP to have been used inappropriately, including 

through fraud or corruption, or otherwise paid other than in accordance with the terms and 

conditions of the Project Document. 

12. Where such funds have not been refunded to UNDP, the Implementing Partner agrees that 

donors to UNDP (including the Government) whose funding is the source, in whole or in part, 

of the funds for the activities under this Project Document, may seek recourse to the 

Implementing Partner for the recovery of any funds determined by UNDP to have been used 

inappropriately, including through fraud or corruption, or otherwise paid other than in 

accordance with the terms and conditions of the Project Document. 

Note: the term “Project Document” as used in this clause shall be deemed to include any 

relevant subsidiary agreement further to the Project Document, including those with 

responsible parties, subcontractors, and sub-recipients. 

13. Each contract issued by the Implementing Partner in connection with this Project Document 

shall include a provision representing that no fees, gratuities, rebates, gifts, commissions, or 

other payments, other than those shown in the proposal, have been given, received, or 

promised in connection with the selection process or in contract execution, and that the 

recipient of funds from the Implementing Partner shall cooperate with any and all investigations 

and post-payment audits. 

14. Should UNDP refer to the relevant national authorities for appropriate legal action any alleged 

wrongdoing relating to the Project, the Government will ensure that the relevant national 

authorities shall actively investigate the same and take appropriate legal action against all 

individuals found to have participated in the wrongdoing, recover, and return any recovered 

funds to UNDP. 

15. The Implementing Partner shall ensure that all of its obligations set forth under this section 

entitled “Risk Management” are passed on to each responsible party, subcontractor, and sub-

recipient and that all the clauses under this section entitled “Risk Management Standard 

Clauses” are included, mutatis mutandis, in all sub-contracts or sub-agreements entered into 

further to this Project Document. 
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11. Annexes 

1. Results Framework 

2. Multi-Year Work Plan 

3. Project Quality Assurance Report template 

4. Terms of Reference for the Project Board 

5. Social and Environmental Screening template 

 


